Case Scenarios – Managing High Conflict Behaviour
FRODO – DISGRUNTLED FORMER EMPLOYEE

Applicant Frodo was formerly an employee of your agency. His employment was terminated some time ago due to his ongoing harassment of coworkers. You have established from court documents that Frodo has an acquired brain injury following a recent stroke. While Frodo has always expressed distrust for your agency, he believes that the stress caused by the termination of his employment caused his stroke.

Frodo has consistently disputed the circumstances of his employment being terminated. These circumstances are not familiar to you, however, you understand this has led Frodo to distrust your agency and its officers. Frodo is known for persistently calling and emailing various agency officers and harassing them on the telephone. He has also appeared at the agency’s customer service centres on a number of occasions and demanded to speak to the service desk manager about his employment.
Following the termination of Frodo’s employment he had a marriage breakdown and no longer sees his children. He blames your agency for this also. Frodo makes an application for any and all documents in your agency that mention him or relate to him in any way. Before starting to process this application you will need to refine the scope of Frodo’s request.
1. What is the best technique to gain useful information from Frodo?  
2. If Frodo harasses you during your discussion or behaves inappropriately what should you do?

3. Should you manage Frodo’s expectations by telling him that he is unlikely to receive some of the information he is seeking?

4. How should your approach be different if Frodo is known to have a medical condition that affects his ability to communicate and understand information?
MANAGER MAYHEM

You send a document search request to Manager Mayhem of your agency. Within a minute of receiving your email Manager Mayhem calls you and asks you many questions about who the applicant is and why they want the particular information. While it is not your usual practice to include the name of the applicant in your search request, you explain to Manager Mayhem that the applicant is from the media. Manager Mayhem then asks you many questions and interrupts you as you try to answer them. Manager Mayhem then accuses you of being elusive and obstructionist. Manger Mayhem tells you that you have no understanding of the political pressure facing your agency and that there is no circumstance in which they can give you the documents. Manager Mayhem says that if you continue to insist on having the documents she will make sure that the documents do not exist.
1. Should you continue speaking to Manager Mayhem?
2. If Manager Mayhem refuses to stop asking you questions, what techniques can you use to end the conversation?

3. How do you explain to Manager Mayhem that what she proposes to do would constitute misconduct?

4. How do you debrief following a discussion like this one?
HERMIONE – THE SNAKE BREEDER

Applicant Hermione is well known to your agency. She has for some time conducted an unauthorised pet snake breeding business from her garage. She owns a number of snake species. Some of her pets are registered, however the snake breeding business is not. On a number of occasions, your agency’s officers have entered Hermione’s property and seized snakes that she has bred. The snakes that have been confiscated from Hermione have been put down by your agency in accordance with the relevant legal requirements. From your correspondence with Hermione you realise that she has significant difficulty with written English. You also read in your agency’s records that Hermione has a history of drug and alcohol abuse.

Hermione has made at least five access applications in as many months. Each application seeks information about your agency’s animal management practices and she believes your agency keeps a secret file on snake management. Hermione has been told on multiple occasions that your agency does not have any ‘secret snake management file’. 

She has now made an application for a record of all situations in the past 10 years where your agency has confiscated and put down any reptiles. You call Hermione to clarify the scope of her request. Once you explain that her current request is too broad, Hermione starts crying uncontrollably and then apologises profusely and asks you not to end the call. She puts you on hold for a minute and then resumes the call again sobbing quietly. As you start speaking, Hermione starts crying again and tells you how overcome by grief she is following the confiscation of her pet snakes. She starts telling you about her traumatic childhood, her life as a snake breeder and her dealings with your agency over the past 10 years. 
1. Should you continue telephone discussions with Hermione?

2. What techniques should you use to keep your conversation on track?

3. How can you best assist Hermione to give you the information you need?
Shortly after you call, you send Hermione an email confirming your discussion. Hermione calls you from a private number immediately. She tells you not to email her again and that she is calling from an untraceable number. She tells you that she believes all her post and emails are scanned by your agency and that she has no privacy. She instructs you not to send her any letters and to only telephone her. She tells you that when you are ready to give her documents she will come and get them herself.

1. How do you respond to this request by Hermione?

